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P OehF;r
180 S. Clinton Ave.
Rochester, NY 14646

Phone 585 777-5823
Fax 585 325-1355
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January 30, 2012

Mr. James M. McDaniel
Program Manager for Telecommunications

State of South Carolina
Office of Regulatory Staff
1401 Main Street, Suite 900
Columbia, SC 29201
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RE: Docket No. 2009-220C Order No. 2009-769 —Service Quality Reporting

Dear Mr. McDaniel:

In accordance with Section IV (10)(d) and (f) of the Order Approving Transfer of Assets,

Authority, And Certificates in the above-referenced docket, Frontier of the Carolinas Inc

f/k/a New Communications of the Carolinas provides its quarterly report on service

quality.

If you have any questions or concerns, please do not hesitate to contact me at: 585-777-
5823.

Sincerely,

Deborah Fasciano
Frontier Communications
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Enclosure

Cc: Jocelyn Boyd, Chief Clerk/Administrator —PSC
Christopher Rozycki, ORS
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180 S. Clinton Ave.

Rochester, NY 14646

Phone 585 777-5823

Fax 585 325-1355

Deborah.fasciano_,ffr.com

January 30, 2012

Mr. James M. McDaniel

Program Manager for Telecommunieations

State of South Carolina

Office of Regulatory Staff

1401 Main Street, Suite 900

Columbia, SC 29201
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RE: Docket No. 2009-220C Order No. 2009-769 - Service Quality Reporting

Dear Mr. McDaniel:

In accordance with Section IV (t 0)(d) and (f) of the Order Approving Transfer of Assets,

Authority, And Certificates in the above-referenced docket, Frontier of the Carolinas Inc

f/ida New Communications of the Carolinas provides its quarterly report on service

quality.

If you have any questions or concerns, please do not hesitate to contact me at: 585-777-

5823.

Sincerely,

Deborah Fasciano

Frontier Communications

Enclosure

Cc: Jocelyn Boyd, Chief Clerk/Administrator- PSC

Christopher Rozycki, ORS



pl O Q
0 IA

0 I &A

Al pl
pl CI IA0

IA &D"I N
N

N

&D 0 &O

0

&D
N

Ol
N N'

N
&D

Ol

0
PJ 0

o
P. DJ

,0 0
0 OJ P

0

0

0
LI

O!
IA
O!

N

OlPl
O

pl0
&O 0

N

0+
O' IA0

N

&D
CJ

0
Pl
Pl

0
N

0 CII

IA
O

0 0
N

0 0
Ol
CI

0
tD
CO

Ol

I
'o

Cl
0dl

0
IJ
CI

dl
Cl
C\

O0

C0
Pl

Gl

ttl

Yl

i-0
C
tll Vl

O
C

O
O

0
Cl

m Ci
&L

0I-
N pl

O
C
&O

C1
E00

CA00
pl

C

00
IO

ca &1
Ql

D.
&A

S
0g 0

IA &D

C_ CO

0

0

(0

0

eo

eO
0

(0

0

to

o

0

o_
CD

CO
0

0

_0

CO

_q

C_ O4

('4

0

O_

0

C_

0

0

to

O_

Cq

to

o_

o5

_0

to

co o3
o3 (0

CO o3

0

0 _
_Eo 0--

--o_0._

-

-- _ o 0
_ _ o_0

CO

0

0

0

0

0

_0

CO



Deborah Fasmano
Compliance - Government and Regulatory Affairs

180 6. Clinton Ave.
Rochester, NY (4646

January 30, 2012

Mr. Janies M. McDaniel
Program Manager for Telecommunications

State of South Carolina
Office of Regulatory Staff
1401 Main Street, Suite 900
Columbia, SC 29201

Phone 585 777-5823
Fax 585 325-1355
Deborah, fasaano ftr. co
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RE: Frontier Communications of the Carolinas, Inc. —4th Quarter Service Quality Report 2011

Dear Mr. McDaniel:

Attached you will find a summary of service indexes for the 4th quarter services provided by

Frontier Communications of the Carolinas Inc, f/k/a New Communications of the Carolinas. All

results are in compliance with the South Carolina Public Service Commission's objectives with

the exception of:
Percent OOS cleared within 24 hours

In October Frontier completed a system conversion which required a "blackout mode"

resulting in a backlog of orders and tickets resulting in a longer mean time to repair.

Frontier brought in techs from out of state to help clear the backlog. Frontier has started

to see employee efficiency improvements with the new systems. There were also several

periods of severe weather during the 4"' quarter increasing workload.

Percent Repair Calls Answered W/I 20 Seconds
Call volumes during the 4'" quarter increased 31%over 3' quarter. Frontier has

significantly accelerated hiring and training of additional caH center employees. Frontier

also implemented the Universal Service Rep concept to improve customer service and

minimize transfers and average speed of answer. During the In quarter of 2012 Frontier

has budgeted resources to continue adding staff. Call center performance metrics

continue to be focused on customer satisfaction rather than call length and Call

Consultants are encouraged to do what it takes to ensure a positive resolution.

Ifyou have any questions or concerns, please do not hesitate to contact me at: 585-777-5823.

Sincerely,

Deborah Fasciano
Frontier Communications

Enclosure

Cc: Jocelyn Boyd, Chief Clerk/Administrator —PSC
Christopher Rozycki, ORS
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Deborah Fasciano

Compliance - Government and Regulatory Affairs

January 30, 2012

Mr. James M. McDaniel

Program Manager for Telecommunications
State of South Carolina

Office of Regulatory Staff
1401 Main Street, Suite 900

Columbia, SC 29201

180 S. Clinton Ave.

Rochester, NY 14646

Phone 585 777-5823

Fax 585 325-1355
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RE: Frontier Comnmnications of the Carolinas, Inc.-4th Quarter Service Quality Report 2011

Dear Mr. McDaniel:

Attached you will find a summary of service indexes for the 4th quarter services provided by
Frontier Communications of the Carolinas lnc, f/k/a New Communications of the Carolinas. All

results are in compliance with the South Carolina Public Service Commission's objectives with

the exception of:
Percent OOS cleared within 24 hours

In October Frontier completed a system conversion which required a "blackout mode"
resulting in a backlog of orders and tickets resulting in a longer mean time to repair.

Frontier brought in techs from out of state to help clear the backlog. Frontier has started

to see employee efficiency improvements with the new systems. There were also several
periods of severe weather during the 4 tl_quarter increasing workload.

Percent Repair Calls Answered W/120 Seconds
Call volumes during the 4 th quarter increased 31% over 3,a quarter. Frontier has

significantly accelerated hiring and training of additional call center employees. Frontier

also implemented the Universal Service Rep concept to improve customer service and
minimize transfers and average speed of answer. During the 1st quarter of 2012 Frontier

has budgeted resources to continue adding staff. Call center performance metrics
continue to be focused on customer satisfaction rather tlmn call length and Call

Consultants are encouraged to do what it takes to ensure a positive resolution.

If you have any questions or concerns, please do not hesitate to contact me at: 585-777-5823.

Sincerely,

Deborah Fasciano

Frontier Communications

Enclosure

Cc: Joeelyn Boyd, Chief Clerk/Administrator- PSC
Christopher Rozycki, ORS

) I}'_')t:EB 0 :l.

PSC o--,
MAIL / DMS



0 0 0
I

Ol IO
O

m
O

O
IO I a

O0 0
O 0

0 0 0 0 I

0 o

0 0 Ul 0o I'
Ol
Ol I 0 OI

O 0 m0 o
Ca

0

0 0 0
O I

Oa al
CI al Ol

Ol 0 Ul

Ol
al m

0 0 m0 0
O Q

0 0 o
m

Ol
I' t 0 0

0 0 0
Ol
m m m
Ot Ol O

00 0 m0 0

0 0 I tt0
Ol al

at
IU
I

CIo0 00

p3 to
c4

ooE
o

O
o t o

,L3 O O

o
h

o o

o
4.

0 0

0 0

0 0

0 0

0 0

m
m UI
m al

m U
O m

N
I

Ol m

O

c 0
m

m

m
m
O
CO

Co
CI

I3
CI
o

oI30

o
Co

mo
C

oo

Co

C0

I30

C
C

m

0

C C Ia Oa CO al ta
c Ã g 0
C
O m

300
,0 m

0I!
133
0
Ut

E
O.

o
m

I
0

0
tl'U

ta
IC
'O

Z

0
O

C
U
U

I
IC

CI
E

E
E

'O

0
tl

Pl

U

Ol

0

O

C

E

OI

I00

tl

0
C. 0
tl O

I C

Ot U
,U m
CC C
m 3

C
O

08

U

Ul
c 00 m 'c
O

UI 3
II c

g
I CI

I-
O. = c

Ã Ã
I

L 000
3C

O
C c

O

O

tl

IC
3

LI

0

I a
C

IC
8 00

I 0
I-

0
U

'Z

LI

_oo_o o _ _ _ _ _ _ _ _ o o _

G

3

o o

o o

0 0

o o

o o

o o

o o

o o

0 o

o o

o o

o _ p_.

_0

_n '13 0

_0
0

E

a.

q ,_ _

I_

r_

__ _oo_

._' _oo_

u9

_00

o_ _oo__ _oo_

o

_o _o_

_ _ooo

_ mooo

o-;

_ 888_

_ _ _ __ _o

o

_. o
o

_ '<

o _& 8

8_o3_

_ ..-_


